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^ by Scira Geilligah ' 



Introduction 



The challenge of fonnulating reference serva.ce standards exists inv the 
itimds of many librarians vto have followed the piogjress of the RZ^D Standard^> ^ 
■ Coninittee over the years. However, it appears thS.tj few librarians have , 
attenpted to develop reference service guidelines for^their libraries. Perhaps" 
librarians take for granted the term "reference ^etvice" and prefer to devote * 
attention to mattprs^ippre serious oi; clearcut th$n |the formulation of refertooe 
•service guidelines. ' V/hile developing the following statement, I worked closely 
with the^ other reference libli:^i^^^£tb^iMr Library^ and found that 

we not always agreed on the interpretation of "reference service." Nevertheless, 
I was able to complete a statement that describes the ^practice of reference 
service at the UT^Dearbom Library and acts as a guideline for reference service 
for current staff, library interns, and new staff as well as any "oth^r interested 
■party. Because the fonnulating of giiLdelinqs is a 'difficult task to coirplete, 
I hope that the availability of this document through ERIC will help other 
librarians in need of a model for developing their avn reference giiidelirles. 

Previous articles^ have appeared regarding the need for reference policy 
statements. Mary Jo Lynch describes this need in her article "Ttwaijj^ 
Definition of. Service: Academic 'Library Reference Policy Stateiftents" W 
(RQ, 11:22-6, Spring 1972). In her article she includes -Ji outline used by 
librarians at the. University of Massachusetts in the development of their 
guidelines for reference service. This outline also appears with the statement 
prepared by the RASD Standards Ccnmittee for the ALA Ceutermiar Conference in 
Chicago. This statement, entitled "A Ccmnitment to Information Services; 
Developnental Guidelines," is printed in Library Journal ' s i^ril 15, 1976^ issue. 
I- found this statement very useful in developing reference service guidelines 
for the UM7Dearbom Library. • . • 
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UM-^D Library Reference ^Policy- Statement 



Introduction ' . ^ - 

A. Nature of Fef-erejice Services — See "A Ccnitiitnient to Information 
Services: Developmental Guidelines" acJopted by RASD, January 1976 
(atta(^ied) . , . • 

B. The objective of this policy statement is to provide^guidelines 
for reference service. * 

C. Purpose — 1. Foi;* consultation by experienced librarians needing 

clarification of -^policy. 
2. For new librarians^ and library interHs needing to » 
develop awareness of the practice of .reference service 
at the UM-b Library . 
^ 3. For ahy interested party, this is a .presentation of 

a detailed framework of the reference service" cis ? 
performed at the UM-D Library. 



Types of Service: 

* • . ' ' * • • . I ' . . • • , 

A. Tbe goal ,of service at the UI4-L Library is to assist patrons in 

their infcfcmation needs ^ The character ^and extent of the reference 
service, wijl-depend upon the nature of the inquiry but may range f ran 
finding a specific answer, tp providing instruction in the use of the 
library and, its resources. . At all tiines, transactions between the . 
reference librarian and the patrton will^ remain in strictest confidence. 
• Because a secondary go^l at this university library is to instruct 
users in* reference search* strategy, sources, and^^general library 
policy, the reference" librarians should assist patrons in the devel- 
opment of skills for coping with future information needs with initiative*' 
- and expertise. This instruction may occur as a l.ibra^y orientation ■ 
" function or during the reference tran^ction between the patron and 
j librarian when the librarian may answer a specific request for infor- 
mation as well as instruct the patron in the vise of the jref erence 
^ source. Librarians should judge" the level of difficulty encountered 
by tl^e patron in using reference material. *When reference material is 
new or unfamiliar to the patron, the librarian shoxxLd e:q)lain its usage. / 
ItCTis such as indexes, abstracts, and haiK3books, etc. , may recjuire / 
furth^ e^qplanatiori by the librarian^ to the* extent that- the libraria^i / 
locat^'k the information for the patfon. However, items such as * ^ / 
dictionaries and encyclopedias should be familiar to 'the patron. When* ! 
librarian: refer to such item s, iL m ay be assigned that the patron can \ 
find the information he/she needs. I 

B. Reference Services Offered at the UM-D Library ' ^ 

1. Librarians' will provide information seirvice on demand tcr patrons ; 
and for telephone inquiries. In general, librarians are a^Tailable 
during the school year from 8 AM to 9:30 PM, IVbnday through Thursday,; 
8 AM to 5 PM on Friday, and on^ Sunday from 1:30 to 8 PM. ' Librarians 
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.maintain shorter hours during Spring, Sumner, vacation and 
holiday tijnes. 

2. * Reference librarians will provide tours or individucJl instruction. 

in search strategy for patrons. J 

3. Referrals will be made to outside sources, • including OM-Ann .\rbor. 
other local rlibraries, newspapers, and agencies^, 

4. Librarians will^-assist in bibliographic verification for patrons, as 
well as assist t^ie interloan and intraloan funfctiort. 

5. Librarians will respond to requests for materials' not owned by the 
library or for new jnatferials to replace outmoded items J Requested J 
materials may be ordered if judged to be of good quality by the 

t librarian. See also Bibliographic Services. : 

C. It is not the policy of the library to vouch for the accuracy of a 

particular answer or source, although the librarians should be prepared 
to give some indication of its reliablility*. * ^ , 

III. Library Users V 

A. Reference Services are provided for any individual regardless of* 
, affiliation withi the University. 

B. UM students, faculty, and staff and giaest card holders may check out. 
books from the general cx^llection. Only in special cases are reference 
materials allcwed to circulate, (^ee Secftion V.. F) \ • ;e 

C. Any person f ran the Qutside Qcmnunity may lise materials*^ in the library. 



IV.. Priorities - ■ ^ 

A. At all times, coverage of the Reference Desk must be considered the first 
priority responsibility of the raference libtarians^ 

S 

' V. Reference Desk Service Policies and Instructions *^ 

A. General- Guidelines for Desk Duty 

1. Reference librarians are schedai.ed for duty atf the reference desk a 
certain noitiber of hours ea.ch week. An attaT?>t will be made to p2X)vide 
backup coverage during heavy demand times. . 

2. All telephone and in-^person inquiries will receive the attention of 

the On Duty reference librarian. ' | 

a. Non-problem inquiries should be handled prcnptly and cqnfpletely. | 

b. Librarians may elect to continue or postpone^ a problan incjairy . > . 
over a longer period of time and ask a patron to return to the 
library, for his/her inf emotion. V 

3. Reference librarians "should at all times be approachable and ^ 
responsive. 

A. Librarians will maintain a card file of difficiilt-to-find c*nd fre- 
quently sought requests. 

B. During times when library^ interns ar^i on duty as reference librarians, 
reliable backup coverage should, be assured. Interns are responsible for 
providing the same services as librarians (except for issuing gii^st cards, and 
ordering books) and should feel free to ask for assistance from pro- - * 
fessional librarians at any tiitie. 
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TelephoniS^nquiries ^ 

1. IncomiM Calls 
a. Librarj.ans are aDir^nitted to answering reference calls via telephone 

as tney are received. The librarian should make a judgirent i;egarding 
length of tine nepJed to affiswer the question. If the question will 
involve a lot c / time, ^the librarian/ should^ take the caller's phone, 
number and return the call at the earliest convenient time. 
- . b» Responses to tei<- phone ijiquiries may incltide: 'providing brief 

reference information; checking the public Catalog or periodicals 
notebook; checking circulation files or "(shelves for requested 
materials; holding materials at the CIRC Desk for/ UM students, faculty 
and staff; and providing general library information. 

2. " Outgoing Calls ' 

a. Reference librarians should return patron calls v;hen a long period 
of titne is required to respond to an inquiry.^ * ^ ^ 

b. The rnfei^ice desk phone may be used by faculty,. students,, and staff, 
for inocxning calls only. , ' - • . 

. c. Personal calls should. not be made at the i^eiferenqe desk phone. 

d. Reference librarians will use the reference desk phone to request • 
services and inforaation from UM-Ann Arboir. This service should 
also be performed on behalf of students, faculty, and staff if their, 
inquiries pertain to library information. V » . 

e. Emergency calls can be irade at any time at the reference desk phone. 

Card Catalog Service . - . . 

• * 

1. When it is obvious that a patron is unfamiliar with the eard catalog, 
the reference librarian should provide guic3ance in its use. The user 
may need help in determining an appropriate subject heading « ^ In this 
case, LC Subject Headings shotild be introduced. 

TeiTporarily Unavailable Sources - * * . , 

1. Librarians will respond to* inquiries for materials "In Process" and ^ ^ 
attarpt to provide^ these for the patron. • 

2. Periodicals in "gathering" status* may also be retrieved for the patron. * 
These materials must be returned to the librarian when the patron is 
finished using them. Jf a periodical is at the bindery, every attenpt 
should be made by the librarian to refer the patron to an outside location, 
of tile periodical or to encourage intraloan from Ann Arbor. / 

3. Binderj^ materials are* teitporarily. unavailable. The . librarian should 
advise the patron as to the next arrival of bijndery mat^ials. 

4. Librarians will file a search req\:iest when mateKais appear to be lost. 
Circulation Policies for Reference Materials \ ' ' „ 

1 . . Reference books 'circulate ^ unden limited circumstances on an hourly or 
,< c3aily basis. ' / 

a. Stud^its nay take reference materials for class danonstrations . 

b. Faailty moitoers may sign out mat^ials for use outside the library. 

2. The Panphlet, materials circulate for one .week. 

3. Microforms do not circulate. • ^, ' * 

4. Unprocessed materia] may not circulate. 

5. Problens in the shelvi^^g of mate^jials should be reported to^tjhe 
circulation Desk.^ ^ , * 

Statistics * . ^ 

1. Reference librarians will record statistics for transactions involving 
patrons, faculty, and telephone. Directional questions and tours should 
also be recorded. Directional' vs. Reference Tr^sactions" will be defined 
£^ DHEW-rlighei Education General Information Survey and Iiibrary and 
General Information Survey (LIbGIS) . 



H. Itosponsibilities on Nights and Weekends * . . 

1. Reference librarians shall assume the responsibility^ of chief 
supervisor of all library personnel (cleri^ial and student assistant) 
during evening hours and weekends • - . 

2. Reference librarians shall^ make emergency decisions during weekend 
and eveniiiy Iiuuls. A policy statement .entitled "Library Closing 
Conditions" is available in the reference desk for consultation 
during onei^ency situations. • ' 

VI. Inter library Loan Services 

( .' ■'. • ■ " • ' 

A, Reference librarians will provide assistance to the Osculation Desk 
staff on the j(^erification of intStr- and intra^loan through the use of 
tfriion lists and book catalogs of other libraries 

VII. Bibliographic Services 

A. Librarians will assist patrons 'in the use of bibliographic materials 
such as indexes, abstracts, card catalog, aiKi other systematic lists. 
( B. Librariar.s will consider and produce useful bibliographic guides. 

. C. Reference librari-ans val-l initiate searches for faculty manbers 

requesting conputer literature searches, via SDC and LOCKHEED. The, 
final conputer search will occur in U^hAnn Arbor. 
* D. On a limited basis, the librarians will perform SDI (Selective 
Dissemination of Inf^^rmation) services for facultv ment)ers. 

VIII. Reference Correspondence 

A. Incoming request? should be routed to the reference librarian most 
familiar with the nature of the inquiry, 

B. The ref€2rence librarian, shoulc' orepare a reply to the inquiry and send 
it out in a reasonable perioc J time. 

IX. Reference Collection 

A. The. Head of the Reference Deapr<.:rent will be resp6nsible for the 
selection of inaterials *tQ^ sippor*- reference ser^dce to UM students, 
faculty, and staff . 

B. The Head will also be responsible for maintaining and weeding 'the 
reference collection. . 

C. All reference librarians should be aware of new reference materials 
in all areas and feel free to advise the Head on new acquisitions.. 

D. All. reference librarians note outmoded reference^ books v*ien they 
ccang in oontact.with them. Report outmoded titles to the Head of 

^ . ; . .Reference . ■ ; ■ 
' p. '"'^^Reference books containii^g information of special or urgent interest 
(Surrmer Study, Abroad, Lasser's Tax Guides) will be placed on display 
as 'deemed necessary by the reference librarians. ^ ^ 

X. Professional Librarian Developnent . 

A. Reference librarians are expected to continue tl7eir professional 

development in the art 'of reference work, new materials, and *f 
librarianship ir» general through professional reading, classes, and . 
workshops. 




